
Toyota has a commitment to your satisfaction 
and to you. From your first phone call or visit 
to the dealership, through the purchase and 
delivery of your new Toyota, to after-sales 
service, your satisfaction is Number One with us. 

If you should experience a problem which has 
not been resolved to your satisfaction through 
Toyota's franchised dealers or Customer 
Assistance Center, additional assistance may 
be available through the California Dispute 
Settlement Program (CDSP) administered by 
the National Center for Dispute Settlement 
(NCDS), an independent, not-for-profit dispute 
settlement service organization. 

CDSP will resolve your complaint through 
arbitration - a process by which two or more 
parties authorize a third party to resolve the 
dispute. 

This procedure is offered to you at no charge. 
The decision is binding on Toyota but not on you. 

WHAT IS THE DISPUTE SETTLEMENT 
PROGRAM? 
CDSP maintains an active panel of neutrals who 
are trained and experienced in the process. 
CDSP will investigate your case by reviewing the 
facts, inspecting the vehicle if necessary, and 
rendering a fair and equitable decision. You have 
the option of having an oral hearing either in 
person or via teleconference before an arbitrator 
or you can have your dispute decided based 
upon a review of documents only before an 
arbitration panel. 

WHAT TYPES OF DISPUTES ARE ELIGIBLE? 
CDSP arbitrates disputes involving alleged product 
reliability or warranty performance problems 
concerning your Toyota vehicle which arise during 
the greater of (1) three years or 36,000 miles 

from the date of original delivery, whichever is 
earlier, or (2) the applicable provision of Toyota's 
Limited Warranty. However, CDSP will not arbi­
trate claims involving: 

•	 A non-Toyota product 

•	 A vehicle sales transaction 

•	 A request for reimbursement of consequential 
expenses, unless incidental to a service or 
product complaint being reviewed 

•	 Items not covered by your warranty 

•	 Personal injury 

•	 Property damage where such damage is 
significant when compared to the economic 
loss alleged under the warranty dispute 

•	 Cases currently in litigation 

You must file a request for arbitration with CDSP 
within six (6) months of the expiration of the 
eligibility period, provided the concern or alleged 
defect was brought to the attention of Toyota or 
one of its dealers during the eligibility period. 

You may obtain a copy of the Program's written 
operating procedures upon request and without 
charge by writing to CDSP at the address shown 
on the application enclosed with this brochure or 
by calling 1-888-300-6237. 

HOW DO I REQUEST ARBITRATION? 
If you believe your concern qualifies for arbitration: 

1. Fill out the attached Customer Claim form. 

2. Complete all of the information requested. 

3. Attach legible copies of any repair orders, 
reports of inspection, technical service bulletins 
or other documents related to your concern. 

4. Mail to: 

California Dispute Settlement Program 

P.O. Box 561109
 

Dallas, Texas 75356-1109
 

WHEN SHOULD I USE CDSP?
 
Toyota's dispute settlement program does not 
take the place of any state or federal legal 
remedies available to you. Whether or not you 
decide to submit your dispute to CDSp, you are 
free to pursue other legal remedies. However, 
certain presumptions under California's "Lemon 
Law" (Civil Code § 1793.22(b)) may not be 
available to you if you do not use the program 
before pursuing other legal remedies. 

HOW DOES THE ARBITRATION 
PROCESS WORK? 
1. When the California Dispute Settlement 
Program receives your claim, it will be reviewed 
to determine whether your concern is eligible for 
arbitration. If it is determined that your concern 
is eligible for the California Dispute Settlement 
Program, a copy of your request will be forward­
ed to the Toyota regional office for response. 
CDSP will send an acknowledgement letter 
assigning a case number. 

Should your claim not be eligible, CDSP will 
mail a letter of explanation of why your concern 
is not eligible. Should you feel that the determi­
nation of eligibility was made in error, you have 
the right to appeal the determination within 
thirty (30) days of the notice of ineligibility to an 
independent three (3) member arbitration panel. 
The panel will consider and review any written 
appeals contesting the lack of eligibility at their 
next board meeting. 

2. There is no cost to you for submitting your 
request to the California Dispute Settlement 
Program. 

3. To assess your situation, CDSP will request 
a written statement from Toyota. You will be 
provided a copy of your complete file five (5) 
days prior to your scheduled hearing. Review 
it carefully. If you find information you believe 
is contradictory to your original application or 
information you believe requires further 


